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	Service User Rights




Policy:

Service Users are the focus of Burnett Respite Services’ operations and it is important that their rights are acknowledged and promoted at every opportunity.  In developing this policy, the management of Burnett Respite Services creates the expectation that all employees, whether paid or unpaid will respect and uphold the rights of service users and will actively promote the person’s rights at every opportunity. 

Aims:
This policy aims to ensure that all staff, paid and unpaid, all service users, their carers and advocates are aware of the basic rights of all persons accessing services at Burnett Respite Services Inc. This policy also outlines the process any individual may take in the event that he or she has a complaint about the organisation, service delivery or another individual.

Responsibilities:

The Board of Management is responsible for:

·  The development and review of all policies of the organisation. 

The General Manager is responsible for:

·  The implementation of the organisation’s policies. In regard to Service Users rights, the General Manager will ensure all staff are aware of and respect these rights, and monitor and address any variation from policy.

All employees paid and unpaid have the responsibility to:

·  Ensure they adhere to this policy in all of their dealings with service users.

Basic Rights:

All persons accessing Burnett Respite Services and their substitute decision-makers have the:

1.  Right to be Treated with Respect;

2.  Right to Dignity and Independence;

3.  Right to Quality Services that comply with the highest standards;

4.  Right to Freedom from Harm;

5.  Right to be Fully Informed;

6.  Right to Effective Communication; and

7.  Right to Complain.

1.  Right to be treated with Respect.

Every person and substitute decision maker:

1. is a person first, and has the right to be treated with respect;

2. has the right to be treated in a respectful manner, regardless of  his/her race, culture, colour, religion, sex, age, mental or physical disability, class/economic position, diagnosis or legal status;

3. has the right to have his/her privacy respected; and

4. has the right to respect of her/his needs, values, beliefs and experiences.

2.  Right to Dignity and Independence.

Every person and substitute decision maker:

1. has the right to have services provided in a manner that respects the dignity 

         of each individual;

2. has the right to private communication with others in accordance with

         these policies and the law;

3. has the right to confidentiality about personal information and records;

4. has the right to retain and use personal possessions, with access to secure 

         storage, in keeping with safety requirements and other client’s rights;

3.  Right to Quality Services that comply with the highest standards.
Every person and substitute decision maker:

1. has the right to have services provided in a manner that complies with

            ethical, legal and professional standards;

2. has the right, where possible and within available resources, to identify      their own needs, to have those needs form the basis of any individual service plan, and to have those services provided in accordance with that plan;

3.  has the right to be involved at all levels of planning, development,    delivery  and assessment of their support plan;

4. has the right to equitable and fair access to services;

5. has the right to services which are provided in a manner that minimises 

      potential harm and optimises quality of life; and

6. has the right to a quiet, safe and secure environment.

4. Right to Freedom from Harm;

Every person and substitute decision maker:

1. has a right to a safe environment while accessing any service;

2. has the right to be free from physical, sexual, emotional, verbal and 

         financial abuse;

3. has the right at all times to protection from harm or abuse;

4. has the right to freedom from discrimination, harassment, punishment, 

         exploitation or retribution.

5. has the right not to be coerced or detained except where required by law; 

         and

6. has the right to support based on caring.

5.  Right to be Fully Informed
Every person and substitute decision maker:

1. has the right to honest and accurate answers relating to services;

2. has the right to view any and all records without undue difficulty; and

3. has the right to have his/her records corrected.

6. Right to Effective Communication
Every person and substitute decision maker:

has the right to an environment that enables all to communicate openly,    honestly and effectively.

7.   Right to Complain

Every person and substitute decision maker:

1. has the right to make a complaint, access advocacy and to make suggestions and enquiries;

2. has the right to make a complaint without fear of retribution;

3. has the right to be fully informed of any complaints process.

Duty of Care
While all efforts will be made to adhere to this document and its intent, notwithstanding an individual’s rights in relation to a dignity of risk, there will be times when this organisation’s Duty of Care to an individual may be seen to override that individual’s rights. For further information, refer to the policy document “Duty of Care”.
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Burnett Respite Service (Carinbundi) welcomes information and feedback from all persons, which enable us to improve the quality of our services.
All service users are to be made aware of their right to complain, and should, where possible fully understand the complaints procedure and the use and availability of advocates.
Where it is unlikely a service user will fully understand the complaints procedure, information in appropriate format will be provided which identifies those people he or she may approach with a problem or concern.

Service users have a right to complain about the service they are receiving without fear of retribution and can expect complaints to be dealt with fairly and promptly.
The General Manager should take steps to ensure that all persons feel comfortable and continue accessing the service after making a complaint.
Information on the complaints procedure of Carinbundi is to be included in the Service User’s Information package and presented to, and explained to service users at the time of assessment.
Every person has the right to use an advocate of their choice to negotiate on their behalf with the staff and/or management of Carinbundi.  This may be a family member or friend, or an agency. 

All complaints are to be recorded on the Complaints Register, which is to be completed by the appropriate staff member.

Person/s affected by the complaint should be fully informed of all facts and given the opportunity to put their case.
Complaints Procedure
1. Service users/Supports are encouraged to raise their complaint with the staff member concerned in the first instance.

2. If the person is not satisfied with the outcome, or not happy to discuss the issue with the staff member concerned, they should contact the General Manager, or use an advocate to negotiate on their behalf.
3. If the issue is still not satisfactorily resolved, the person should be given every support to allow them to raise the issue with a member of the Board of Management.
4. The person should be informed of the outcome of their complaint and asked for their feedback on the complaints procedure.
Confidentiality of Complaints
As far as possible, the fact that a person has lodged a complaint and the details of that complaint should be kept confidential amongst staff and others not directly concerned with its resolution.  The person’s permission should be obtained prior to any information being given to other parties, whom it may be desirable to involve in order to satisfactorily resolve the complaint.
DECISION MAKING AND CHOICE 
This organisation acknowledges that service users are equal partners with service providers in making decisions about the services they receive.
The organisation will ensure that service users are informed of the services and programs available and consult with service users in the development of services.  There is a mutual commitment by both parties to ensure that services fit individual needs within available resource parameters.
Programs offered will provide as wide a choice as possible so as to enhance life experiences, with the organisation taking reasonable care to avoid foreseeable risks without unduly limiting the rights of each person to take responsibility for their own decisions.
The organisation will continue to respect, promote and support service users being self-determining wherever possible, by informing service users of their rights and responsibilities, and providing access to information that will facilitate effective decision-making and choice by individuals.
Service users will be encouraged and supported to develop self-worth and confidence to make decisions that affect their lives.
Service users have the right to choose an advocate to participate in appropriate decision-making at all service levels.  Those not able to make informed choices will receive advocacy as required.
Service Users may be included in the selection process of new Staff/Volunteers who provide services to them.
Consumer Participation
In this policy the term “service user” is used to refer to the person with the disability and the term “secondary service user” is used to refer to the family, guardian, or advocate.
Service User Participation
Service User participation is the process whereby service users, staff and/or management are given the opportunity to contribute towards the decision making process that may be at any of the following levels of the organisation:
· providing a service to an individual
· providing a service to an individual as part of a group
· service & organisational planning
· self advocacy
· management of personal support plans or programs
· policy development
· evaluation of service delivery
· planning
· management of the organisation.
Benefits of Service User Participation
Service User Participation benefits the service user, the organisation and the community.
Benefits include:
· the opportunities for decision making and self advocacy;
· service users having a knowledge of and information about services available;
· the organisation has the provision to develop planned approaches to meet service user needs;
· service user input in the evaluation of services, and
· involving service users in the wider community.
The Decision Making Process
The decision making process can be seen as having 5 stages:
· development stage (gathering together of all the relevant information and all stakeholders will be consulted when possible);
· recommendation stage;
· decision taking stage;
· action stage (implementing the decision), and
· evaluation
Belief Statement
The Organisation believes in:
· the empowering and valuing of service users’ participation in the decisions that may affect or involve them;  
· emphasising engagement, co-operation and the creation of opportunities;
· Ensuring that a balance between the participation of the service user and secondary service user is maintained.  Open communication and an appreciation of relationships between family, friends and staff are essential if outcomes are to be positive.
Whilst allowing service users the dignity of risk the Organisation recognises a duty of care - the legal responsibility for all carers to uphold the full range of rights of people they are supporting.
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What is an Advocate?
An advocate is a person who, with the authority of the service user, represents that person’s interests.
Service users/Supports may use an advocate of their choice to negotiate on their behalf.  This may be a family member, friend or advocacy service.
Carinbundi will accept advocates as representing the interests of the person.
Advocates may be used during assessments, reviews and complaints or for any other communication between the person and the Organisation
Procedure for Appointing an Advocate
Service users/Supports wishing to use an advocate should inform the service in writing of the name of the person they wish to negotiate on their behalf.  Where it is known, or it is reasonable to assume that the service user or support does not have the capacity to provide written notification of an advocate, the service will be respectful of the person and accept and document any other communication tools used by the service user to indicate the appointment of an advocate.  The person has the right to change their advocate at any time.  A form for notification of appointing/changing an advocate is included below.
Staff should make sure service users are aware of their right to use an advocate, and should regularly remind them of this option.  This information is available in the Service User’s Information Package and should be explained at formal assessments and reviews and through informal discussion.
AUTHORITY TO ACT AS AN ADVOCATE
SERVICE USER’S DETAILS:

NAME:


ADDRESS:


PHONE:


I authorise the person named below to act as an advocate on my behalf and represent my interests in relation to my involvement with

I understand that the service may discuss details of my care plan and the services it provides with my advocate if the need arises.

This authority takes effect from 



(Date)

And replaces any previously advised arrangements. I understand that I can change my choice of advocate at anytime and undertake to advise the service of any such change in writing.

SERVICE USER/SUPPORT SIGNATURE:


DATE:


ADVOCATE DETAILS:
NAME:


ADDRESS:


PHONE:


I agree to act as an advocate for the above named client.

ADVOCATE’S SIGNATURE:


DATE:


GUIDELINES FOR ADVOCATES
BEING AN ‘ADVOCATE’
If a Service User of Burnett Respite Service 
has asked you to be their advocate, this means they would like you to act on their behalf in their dealings with the service.  You may be a family member or friend of the client or a member of an advocacy service.

Being an advocate may mean your attendance or involvement will be required during assessments and reviews of the person’s situation and services received, or if the person wishes to communicate or negotiate anything with the service or lodge a complaint about the service.

We ask all service users wishing to nominate an advocate to complete an ‘Authority to Act as an Advocate Form’ when they wish to appoint or change their advocate.  Where this is not possible, a variety of strategies may be used to indicate the nomination of an advocate. Everyone is free to change their advocate whenever they wish.

As an advocate of another person, we ask you to be aware of the following and ensure that:
· this person has given their authority for you to act as their advocate;

· the service is aware that you are acting as the person’s advocate;

· you always act in the best interests of that person;

· this person is aware of any issues and developments in relation to the services they receive and which you, as their advocate, may be involved in;

· they are kept informed of any developments;

· you are familiar with the contents of the Service User’s Information Package and the details of the person’s current plan;

· you encourage the person to provide feedback to you about the services they are receiving;

· you advise the service about any changes in circumstances and any concerns about changing needs;

· You are prepared to relinquish the role of advocate should the person so wish.
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